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IN THE CLAIMS: 

1. (currently amended) A network spanning heterogeneous call center controller for use 

t . ■ 

with a circuit-switched private branch exchange and a packet-switched private branch exchange, 
the network spanning heterogeneous call center controU^ comprising: 

a circuit-switched private branch exchange interface to communicate with the circuit- 
5 switched private branch exchange; 

a packet-switched private branch exchange interface to communicate with the packet- 
switched private brandi exchange; aad 

a processor communicatively coupled to the circuit-switched private branch exchange 
interface and to the packet-switched private branch exchange interfac e: and 

a network manager interface c ommunicatively coupled to and responsive to the 
processor . 

2. (currently amended) The network spanning heterogeneous call center controller of 
claim 1, wherein the circuit-switched private branch exchange interface sends circuit-switched 

15 instractiori messages to the circuit-switched private branch exchange aiid wherein the packet- 
switched private branch exchange sends packet-switched instruction messages to the packet- 
switched private branch exchange, 

3. (original) The network spanning hetax>geneous call center controller of claim 2, 
20 wherein the circuit-switched instruction messages include a message to transfer a circuit- 
switched call to a selected agait taminal. 

2 * - 
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4. (original) The network spanning heterog^eous call center controller of claim 3, 
wherein the agent terminal is coupled to the circuit-switched private branch exchange. 

5. (original) The network spanning heterogeneous call center controller of claim 3, 
5 wherein the packet-switched instraction messages include a message to transfer a voice over 

internet protocol call to an internet enabled agent terminal. 

6. (original) The network spanning heterogeneous call center controller of claim 5, 
wherdn the internet enabled agent terminal is connected to the packet-switched private branch 

10 exchange. 

7. (original) The network spanning heterogeneous call center controller of claim 2, 
wherein the circuit-switched instruction messages includes a message to place a circuit-switched 
call in a call queue. 

15 \ ■' 

8. (original) The network spanning heterogeneous call center controller of claim 2, 
wherein the circuit-switched instruction messages includes a message to apply a telephony 
resource to a circuit-switched call. 

2^ 9. (original) The network spanning heterogeneous call center controller of claim 8, 

wherein the telephony resource comprises a message to apply music on hold call treatment 
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10. (original) The network spanning heterogeneous call center contiolier ,of claim 3, 
wh^ein the circuit-switched call is a ciraiit switched voice call transmitted over the public 
switched telephone network. 

5 11, (currently amended) The network spanning heterogeneous call center controller of 

1' wherein the packet-switched private branch exchange supports Internet Protnnni 
telephony, furthor comprioing a network monggcr intorfgoo, the notwork monagcir intorfaoo 
rooponoiv e to the prooeooon 

10 12. (currently amended) The network spanning heterogeneous call center controller of 

claim 14-, further comprising a network manager console coupled to and responsive to the 
network manager interface. 

13. (curreutly amended) The network spanning heterogeneous call center controller of 
15 claim 1+, further comprising a peripheral interfece, the peripheral interfece coupled to the 

circuit-switched private branch exchange interface, the packet-switched private branch exchange 
interface, and to the processor. 

14. (origmal) The network spanning heterogeneous call center controller of claim 13, 
20 further comprising a memory, the memory coupled to the processor via a bus, ttie memory 

containing a plurality of network spanning heterogeneous command and control instructions. 



4 
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15. (original) The network spanning heterogMepus call center controller of claim 13, 
further comprising a database, the database containing a plurality of call mjords created for a 
plurality of calls serviced by network spanning heterogeneous call center controller. 

5 16, (original) The network spanning heterog^eous call center controller of claim 15, 

wherein a first set of the data records are created for a first set of agents, and a second set of the 
data records are created for a second set of agents. 

17. (original) The network spanning heterogeneous call center controller of claim 16, 
10 wherein the first set of data records contain a data entry indicating service for a first company 

and the second set of data records contain a data entry indicating service for a second company. 

18. (original) The network spaiming heterogeneous call center controller of claim 15, 
wherein the database is communicatively coupled to the processor, 

15 

19-28 (cancelled) 

29. (original) A network sparming heterogeneous call center controller comprising: 
a public switched telephone network input; 
20 an internet connection input; 

a switching element responsive to the public switched tdephone network input; 
an internet protocol interface responsiye to the internet connection input; 
a telephony resource module cc^mectable to the switching element; 
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a processor, the processor coupled to a data bus, the data bus coupled to the internet 
protocol interface and the switching element; 

a first set of agent output channels responsive to the switching element, the first set of 
agent output channels directed to communicate with circuit switched agent tennmals; and 
5 a second set of agent output channels responsive to the internet pratocol interface, the 

second set of agent output channels directed to communicate with internet enabled agent 
terminals, 

30. (original) The network spanning heterogeneous call center controller of claim 29, 
10 further comprising a data resources module to provide selected data resources via the internet 

protocol interface- 

31, (original) The netwoik spanning heterogeneous call center controller of claim 29, 
further comprising a domain conversion module, the domdn convereion module to convert 

15 between internet protocol traffic and circuit switched voice traffic, the domain conversion 
module responsive to the internet protocol interface. 
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32. (currently amended) A network spanning heterogeneous call center comprising: 

a circuit-switched private branch exchange; 

a packet-switched private branch exchange; 

a network spanning heterogeneous call center controller, 
5 a first control path connecting the circuit switdied private branch exchange and the 

network spanning heterpg^eous call center controller; 

a second control path connecting the packet-switched private branch exchange and the 
network spanning heterogeneous call center controller; W 

a network, the network responsive to the circuit-switched private branch exchange, to the 
1 0 packet-switdied private branch exchange, and to the network spanning heterogeneous call center 
controller, the network having a plurality of output conmiunication channels for connection to a 
plurality of agent terminals; 

a voice channel bet ween the circuit-switched private branch exchange and the network: 

a control channel between the network sp annin p heterogeneous call center controller and 
15 the network: and 

a voice and data channel between the packet-switched private brandi exchange and the 
network . 

33-37. (cancelled) 

20 

38. (new) The network spaiming heterogmeous call center of claim 32, wherein the 
netwoik spanning heterogeneous call center controller sends circuit-switched instruction 
messages to flie circuit-switched private branch exchange and the network spanning 

* 7 • ■ . / . 
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heterogeneous call center controUer sends packet-switched instruction messages to the packet- 
switched private branch exchange. 

39. (new) The network spanning heterogeneous call center of claim 38, wherein the 
5 circuit-switched instruction messages include a message to transfer a circuit-switched call to a 

selected agent terminal. 

40. (new) The network spanning heterogeneous call center of claim 39, wherein the agent 
terminal is coupled to the circuit-switched private branch exchange via the network 

10 

41. (new) The network spanning heterogeneous call center of claim 39, wherein the 
packet-switched instruction messages inchode a message to transfer a voipe over internet protocol 
call to an internet enabled agent termmal. 

15 42. (new) The network spanning heterogeneous call center of claim 41, wherein the 

internet enabled agent terminal is connected to the packk-switched [xrivate branch exchange via 
the network. 

43. (new) Tlie network spaiming heterogeneous call center of claim 38, wherein the 
20 circuit-switched instructioii messages includes a message to place a circuit-switched call in a call 
queue. 
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44, (hew) The network spanning heterogeneous calf center of claim 38, wherein the 
circuit-switched instruction messages includes a message to apply a telephony resource to a 
circuit-switched call 

5 45. (new) The network spanning heterpgeneoiis call center of claim 44, wherein the 

telephony r^urce comprises a message to apply mu^c on hold cdl treatment 

46. (new) The network spanning heterogeneous call center of claim 39, wherein the 
circuit-switched call is a circuit-switched voice caU transmitted over the public switched 

10 telephone network. 

47. (new) The network spanning heterogeneous call center of claim 32, wherein the 
packet-switched private bmnch exchange supports Internet Protocol telephony. 

^5 48. (new) The network spanning heterogeneous call center of claim 32, further 

comprising a network manager console coupled to and responsive to the n^ork spanning 
heterogeneous call center controller. 



9 



PA<^ 9/13 • RCVD AT 7/2»2005 3:52:37 PM (Eastern DayflgM Time] • SVR:USPTO-EFXRF-6/25 " DKIS: 2738300 ' CSID:5122W3735 « DURATION Cmm^s):04-42 



